LR ]

AT GChR GOVERNMENT OF INDIA
I HATIT MINISTRY OF RAILWAYS
(X9 T1€) (RAILWAY BOARD)

Office Order No. 10 of 2025

Sub: Transfer of Coordination Work from EDPM to EDPG.

It has been decided to transfer items from the subject list of TG-II branch to PG branch
under AM/Commercial.

2 Accordingly, the subject lists of TG-II and PG branch have been revised as per following
and enclosed as Annexure-I and II:-

Item No. in the [tem , Remarks
Subject List of

TG-11

Handling of passenger complaints relating to

reservation/booking/enquiry  against  booking To be dleles b (Ul

list of TG-II and to be

1 clerk, reservation clerk, enquiry clerk and train addad as st 1at die
manning staff received by Board Members and Coolh o Tiad ode
Officers of MR/MSRs. J
) Customer Care Institute To be deleted from subject
list of TG-II be added as
3 Matter relating to training of commercial staff in E::n 3?’ Fl,é mb;xCZUbJaiCS

association Wlth Training Directorate. existing item No. 14 will

become no. 16

3 The above issues with the approval of the competent authority.

(T. Srinivas)
No. 2025/0&M/7/4 Joint Secretary/Railway Board
Dated: 20.01.2025 Tele No. 011- 47845551

Email: t.srinivasl @gov.in

All Officers and Branches in Board’s Office, Office at COMFOW Building and Daya
Basti, New Delhi.

Copy to:
EDPG/MR, EDPG/MoSR(R), JDPG/MoSR(S)
Member/Q&BD, AM/Commercial, EDPM and EDPG

Room No.229, Rail Bhawan, Raisina Road, New Delhi-110001
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Annexure-I

PUBLIC GRIEVANCES

Policy regarding functioning of Public Grievances Redressal Machinery
on the Railways.

To review the functioning of Public Grievances Redressal Machinery on
Railways-meetings with Addl. General Managers in connection thereto.

Individual grievances of rail users regarding deficiency in service
provided by Railways received directly by the Board and through
Directorate of Public Grievances (DPG) (Cabinet Secretariat).

Individual grievances of non-gazetted retired railway employees
excluding R.P.F. staff regarding non-payment of settlement dues and
pension/ex-gratia pension received only through Department of
Pension & Pensioners Welfare (DOP&PW).

Review of monthly P.C.D.Os. regarding functioning of Public
Grievances Redressal Machinery on Zonal Railways.

Consumer Protection Act - policy regarding thereto and notices
served by Consumer Courts to the Ministry of Railways.

20-Point Programme (Annual Plan and Quarterly Progress Report) as
per Department of Administrative Reforms & Public Grievances
(DOAR&PG) Directorate.

Submission of Newspapers Monthly/Quarterly report to DOAR&PG.

Special Monitoring of DOP&PW cases referred by Department of
Pension & Pensioners Welfare.

Special Monitoring cases referred by Department of Administrative
Reforms & Public Grievances (DOAR&PG), Sardar Patel Bhavan.

Co-ordination with regards to the meetings held by Cabinet Secretary
to review the Public Grievances Redressal Machinery.

Co-ordination with regards to Special Monitoring Cases referred by

Prime Minister's Office pertaining to Public Grievances Redressal
Machinery.

Coordination of references relating to Administrative Reforms
Commission concerning Railways.

Matter relating to Customer Care Institute and training of commercial
staff in association with Training Directorate.

Handling of passenger complaints relating to
reservation/booking/enquiry against booking clerk, reservation clerk,

enquiry clerk and train manning staff received by Board Members
and Officers of MR/MSRs.

Parliament Questions regarding Public Grievances Redressal
machinery on Railways.
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Annexure-II

G - I1

Policy relating to grant of license to Licensed Porter, transfer of badge,
supply of uniform and fixation of portage charges.

Co-ordination of Union items pertaining to TG-I, TG-1I, TG-1V, TG-V
and TC-II.

Issues related to Commercial Department Office on Railways.

Provision of Battery operated carts for the disabled passengers at
Railway Stations.

Public Announcement System at Railway Platforms.

Reception booth at Railway stations by Govt./Semi Govt.
Organisations/NGOs.

Parliament Questions on above including shifting of Commercial
Department Office.
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T FIFRIGOVERNMENT OF INDIA
IS AFATET/MINISTRY OF RAILWAYS
oa SIE/RAILWAY BOARD

2025 &1 FHRATET AEA . 10
R gavag & F1 sives a6 Quue ¥ sRives @es a9 Rera &t
gEATaRT|
CIet-Il emeEr & fawar @ & FAT @l HUT HeFI/AIUcT & IHdAd of TRIerad arEr #
TUATART e o7 fafeas fomar amr g
2. dEAER, el arEm AR S Rehra oran @ v gEr B Peear g G awrn
¢ aur Iegeas-l AR 1 & w7 Hored B -

Er-11 emET

dr fawr g& A feeaforat
H A ¥.

a5 wewdt AR Y@ FANAE v | el g #r fwr wE @ geem 3R
ARl & fRERET w gither | ST Rishaa arar i fawy @R B oA 4
Folch, NRETUT TFoleh, SAFARAT | 15 & & F Foldd Hla|

1 Felh & faweer
HRETUT/fhaT/ B s 3R Yerams
H G FAOREl & F&ad
gred fARrIdl F1 A9ee #E|

2 IMgh HAT HEATH | ESf-Il emEr & fawg g @ gew, S
gferor e & WA @ | RieEa arr f fvw g=@ o6 A E@. 14

g QfSas FAamial & 9fReTor ¥ | & §9 7 Heldd Hiar AR Alser 7 e
SEIBC I IEC] 14 #He §&aT 16 5 Suaf|

3. 38 WeTH WS F eqAle ¥ S fRar S @t Bl

3 @
H. 2025/3TCSTH/T/4 (a8 )

=i 20.01.2025 WgFa wianRad &
TP 1. 011-47845551
§AS 3mES: t.srinivas1@gov.in

% FrRITew, FEAr 3R cuEEd, 7 e & @it sl sk emam)
gfafafr afte:

FRUTEF s o NEmaRe 7, sRiueE Fere S99 RemaRd UsgHEE (3R),
wgFd FRuE o Remake TeaHEE(TE)

WA U9 99U @M, IR gewa/aoey, sues @es It R sk
FRqTF s ow Reaa

FAA . 229, ¥ Ha, THERT A3, 75 ”eeh- 110001
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oo s

et R et Read @aror a9 & s fosures geer «ifd)

W W o Remg Faror dF & o @suea & @@lfer &= & [@r 3w
HETISEhl & A1 S|

Yol EaART 3Uclet] RIS 1 W7 a1 & @l & d9y & Yo 3UARThaisit & safFderd
Reprrd it @Y S T ured @i § A1 I Reaa Reere (FRwEsa gfiare)
& FATETH A T g g
Wﬁﬁt@ﬁ?&%m@@m‘gﬁ%mwﬂﬂmﬂﬂaﬁr%@?ﬂﬁi@aaﬁﬁﬁaﬁ
BIgH JaAgd o FHAIRAT T cgfFaera Riwprrd s Faer 9T v GereAesh
FoAToT fameT & Are"d ¥ g g2 B

g Yol W o Reaa @arer a3 & s @uea & 99 H Affe s
Hr TR

Iusiierar TReTor ffeTE Fetl Aifa 3R 3uHiear sfegrelal garr I HAEI @l
arer fFT S arer Afed|

Yo GUR U o Rehrad FRererd F 3R 20-gA SshH(are Jretr
3R foEEr gerfa Rard)|

JEAE GUR Td oo Rwd Qe S §AER 96 H Ak faegr Rae @
Tl

e TF YR Fedror fAUNT cERT Hefdd U Ud USHEN shedror fasmer
AHAT R AAY AR I

YR GUR UG ofe fAead 60T, EER ued #Haed gaRT Hafed Ael W
Ay IR @

S Repd FaRer a7 & e & & fov #dwESE giaed arn smafad
dShT & TG H TH-AT|

S RIrra FaRoT d9 & T # gUEHST FREAEI GaRT e A A ) ey
AR T & TEY H TH-ad|

Yo ¥ T TrEEE gUR AT § Fded et # qHead|

TEF JaT TEUA 3R uReor e & mEder @ aiifeus sHaORdl &
gfeYetor ¥ Hefd HFA|
gmm,mmm,wmmmﬁmmmﬁma:
ey IREvIIFT/Ioas § FERd 95 deEd 3R Y@ AN T9T 7S
HAfOFRAT garT gred I Riewrrdr 1 Haes wa|

Wl R S Rad HaRer d5 & J69 H GHE 99|

% % % %k %

FHAT . 229, I a4, TFHET VS, 75 een- 110001
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Hegeldei -1
JHeieldei -1l

. CISHARET Hfrdl FT MdH Yaid a1, I H galeror, g&f Hr 3 AR gerrg

Yok & fAUROT & FERIT A

AMAd AT, AR JHAAI-ll, IR HGI-1V, IAR—TT GHedI-V,
T ANoTed-ll @ Hefd o #Ael & TH=ad|

it & arftrey [T FEeay @ 6 Je |

Yord v W feeanr oyt & e S aifeaa mfgst & geeme)

¥d TWUA W AESATeTeh IO JUTlell |

TGN/ TAIHNT HISAT/TASATHAT SART YA FELMeT I TP FaT |

FIfoTsT [QNRT FRTET & TATATGRUT Afed IWIFT I TTGT T |

3 e % % ¥

FAI . 229, T Had, AT s, 75 Ree- 110001



